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ABSTRAK 
 
 Tujuan penelitian untuk menjelaskan pengaruh kenyamanan, faktor 
institusional, fasilitas fisik, harga, layanan karyawan terhadap retailer 
awareness, dan pengaruh retailer awareness  terhadap retailer loyalty pada 
Giant Hypermarket Diponegoro di Surabaya. Tujuan penelitian yang lain 
adalah menjelaskan pengaruh kenyamanan, faktor institusional, fasilitas 
fisik, harga, dan layanan karyawan  terhadap retailer loyalty melalui 
retailer awareness  sebagai variabel moderasi pada Giant Hypermarket 
Diponegoro di Surabaya. 
Desain penelitian ini adalah penelitian kausal, variabel bebas (laten 
eksogen) meliputi kenyamanan (convenience), faktor institusional 
(institutional factor),  fasilitas fisik (physical facilities), harga (price), dan 
layanan karyawan (employee service). Variabel terikat adalah retailer 
awareness dan retailer loyalty.  Jumlah sampel dalam penelitian sebanyak 
150 sampel.  Teknik analisis data menggunakan structural equation model 
(SEM) menggunakan program Lisrel. 
 Temuan dalam penelitian ini menunjukkan bahwa kenyamanan, 
faktor institusional, fasilitas fisik, harga, layanan karyawan memiliki 
pengaruh  positif terhadap retailer awareness, dan retailer awareness  
berpengaruh terhadap retailer loyalty pada Giant Hypermarket Diponegoro 
di Surabaya. Hasil penelitian juga menunjukkan bahwa retailer awareness 
mampu memediasi pengaruh kenyamanan, faktor institusional , fasilitas 
fisik, harga, dan layanan karyawan  terhadap retailer loyalty melalui 
retailer awareness  sebagai variabel moderasi pada Giant Hypermarket 
Diponegoro di Surabaya. 
 
Kata Kunci: Kenyamanan, Faktor Institusional, Fasilitas Fisik, Harga, 
Layanan Karyawan, Retailer Awareness,Retailer Loyalty, 
Giant Hypermarket Diponegoro Surabaya. 
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ABSTRACT 
 
 The purpose of this research is to identify the impact of 
convenience, institutional factor, physical facilities, price, employee service 
toward retailer awareness, and the impact of retailer awareness  toward 
retailer loyalty at Giant Hypermarket Diponegoro at Surabaya. The othes 
purpose is to identify the impact of retailer awareness as mediation 
variable of all independent variables toward retailer loyalty. 
The research design is causal. The independent variables are: 
convenience, institutional factor,  physical facilities, price, and employee 
service. Dependent variables are retailer awareness and retailer loyalty.  
The number of smaples are 150 samples. Data analysis technique is 
structural equation model bu using lisrel program. 
 Thois research showing convenience, institutional factor, physical 
facilities, price, employee service  influenced toward retailer awareness, 
and retailer awareness  influenced toward retailer loyalty at Giant 
Hypermarket Diponegoro at Surabaya. Retailer awareness as mediation 
variable of all independent variables toward retailer loyalty 
 
Keyword: Convenience, Institutional Factor, Physical Facilities, Price, 
Employee Service Retailer Awareness, Retailer Loyalty, Giant 
Hypermarket Diponegoro Surabaya 
 
